Secret Shopping as User Experience Assessment Tool
The Circulation Desk is staffed by students from open to close, with a full-time staff member providing support during business hours. Building Aides provide additional, basic support during the evenings and on weekends.
The Circulation Desk is to your left as you enter the building.
The Ames Library Circulation Desk
The Help@Ames Desk is staffed by students from open to close. A reference supervisor and IT supervisor are available during business hours within eye/ear shot of the desk. Students refer advanced IT or research support issues to library faculty and IT staff.
The Help@Ames Desk is to your right as you enter the building.
The Ames Library
Help@Ames Desk Small sample sizes are enough to gain useful insights.
With 5 participants, you can see 80% of your problems.
You can very quickly identify trends across service points.
With a combination of qualitative and quantitative data, secret shopping can produce rich results.
Why Shop the Library?
Circulation Desk Help@Ames Desk
Faculty Shoppers
Can you help me locate the a book that was recommended to me, Quick Sand in Passing?
Can I request theses through ILLiad just as I request journal articles?
Can you help me find academic or scholarly reviews of the Indian movie "Water?"
How do I place DVDs on reserve for my class?
I need to check the status of an ILLiad request but I don't know how to.
Can you install Microsoft Office on faculty personal laptops?
Can you help me find anthropological sources on divorce? Also, I am looking for suicide rates broken down by gender following a divorce.
What should I do if my computer mouse is not working properly?
I need to scan and fax/email a document and I don't know how. Can I use the copiers at the library?
Staff Shoppers
Is there a color printer and how much does it cost to use it?
Where is the Archives?
Can I check out a movie DVD? Where can I find them?
I need to make a poster, how do I do it?
How do you send a fax?
I was there on Wednesday on a tour and I lost my phone. Can you tell me if somebody turned it in?
Where can I print in color?
How do I create an account so that I can request books through I-Share?
Student Shoppers
Where 
Not paying attention
Relationship between overall satisfaction with experience and initial approachability of student employees at the
Help@Ames desk

Examples of Feedback from Shoppers
"The student was great! He was really nice and wanted to make sure that he answered all of my questions before I left. He also offered to help me request a book but I declined the offer because of time constraints. Nevertheless, he was really nice, very professional, and had a great attitude."
"I approached the desk so I would stand equidistant from the two staff members. The one to my right responded first. (The other one never looked up and seemed to wish to avoid conversation--she ducked her head down further toward her work.) The staff member smiled at me and stood up."
"As with my usual experience, the person at the desks always looks like they are working on the computer, but once they notice me, I become to [sic] focus of their attention."
"I identified myself as someone that was going to come in from off campus and she treated me with excellent customer service. Sometimes students are afraid to talk to people other than their peers. I as [sic] very happy with the call."
"She was working on her computer. I stood in front of her and she said, "Um, hi." There was no eye contact. She did attend to my question within a few moments. I did not feel ignored."
"They solved my problem, got the software scheduled for installation that same day, and even provided me with extra information. I didn't think about having Mathematica installed, but this person enlightened me."
"She just seemed very involved in what she was doing and it took her a minute to respond to my being there." "I wouldn't say I was treated disrespectfully, that seems a bit strong, but I did feel a little like they didn't really want to be bothered." "The clerk spend [sic] a good deal of time attempting to locate the book. However, she was unable to do so. It could be that I wrote down the name of the book incorrectly."
